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The hotel industry has been growing fast in response to
tourism in recent years. As a result, managing the hotel
business requires far more detailed information for decision
making and action than formerly. The need for information
is definite. In order to meet the increased information
requirements, the development of management information
systems in the hotel industry is necessary. The present hotel
practices and information flow are first examined. A system
plan for a typical hotel is then developed. A classification
procedure helps identify information needs within the hotel,
and priorities are then assigned to these needs. Finally, the
benefits of the information systems are discussed.
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1°0 INTRODUCTION
1,.1 Purtose of the StudS
The prupose of this study is to discover the practices of
management information flow within the organization as followed
by hotels in Hong Kongo Based on the developed theory of
management information systems, the current practices are
evaluated and commented upon, and suggestions for the development
n F A rnmrntAr-based management information system are made,
1.2 Research Methodolog
This thesis involves both theoretical and empirical analyses.
The research methodology adopted for this study may be stated
briefly as follows:
(a) Library Research
The main purpose of this phase of research was to
apply certain theoretical frameworks of management information
system to the hotel industry. It was mainly conducted at
the main library of The Chinese University of Hong Kong, the
libraries of the three foundation colleges of The Chinese
University of Hong Kong, and the library of The University
of Hong Kong.
2(bl Personal Interviewe
The main purpose of this phase of research was to
discover the current practices of management information
flow adopted by hotels in Hong Kongo A set of questions
was designed for this purpose (Appendix I). Letters
requesting for interviews were sent to the seventeen
hotels which were classified as high tariff hotels by the
Hong Kong Tourist Association (Appendix II). Twelve hotels
indicated their willingness for such interviews. The
research was mainly limited to the high tariff hotels. The
rationale is that these hotels are larger in size, and hence
more complicated information flows are adopted by these
hotels
1,3 Scope
In this study, the primary attention is focused on information
required for control and operation pruposes. Information used for
planning is of minor interest and. is only discussed briefly,
1 .4 Limitations
In conducting this study, two major problems were faced.
The first one was the shortage of literature in libraries in Hong
Kongo There were few books on hotel management practices. There
were no books on local hotel management and hotel management
information systems. The second was that of time allotted the
interviews. As the hotel managers are very busy, the interviews
cannot last too long. The interviews taken lasted from one hour
3to one and a half hours, but for such a vast topic, it was difficult
to cover all the questions in detail in the one and a half hours
allotted each interview,
1 S ThA nevPlonment of Hong KongTs Hotel Industry
The first hotel to open its doors in Hong Kong was Lane's Hotel,
which started business in 1841. Similar establishment appeared and
sent out of business one after another until 1884, when a first-class
hotel, the Waterloo Hotel, was established (9, p.444-445). However,
it was not until 1954 that tourism began to draw attention from the
public and the Hong Kong Government, A survey carried out in 1954
to determine the magnitude of the tourist traffic suggested that
tourism could become one of Hong Kong's leading industries if the
right encouragement was provided. Since then hotels began to grow
significantly (3, p.37-39).
In 1957, there was a shortage in hotel accommodation. In 1958,
seven hotels were completed and two extended, thus the shortage of
hotel rooms was met considerably but there was still a deficiency
in first-class rooms. In 1960, first-class hotel rooms were
insufficient to meet the increase of tourists. Although several
new hotels were being built, and others were planned, it would be
some time before the shortage was overcome. An increase in overseas
airline passengers at that time produced a further demand for more
and better hotel rooms. In 1961, there was an unexpected increase
in the number of tourists to Hong Kong. In that year several new
first-class hotels were opened and relieved the urgent demand for
hotel accommodations temporarily (3, p.40-41).
4In 1963 hotel accommodation almost doubled that of the
previous year. Many newly established hotels were suitable for
international conferences. The Hong Kong Government Annual
Report states that the building, modification, and extensions of
hotels in Hong Kong in the preceding six years were excellent
examples of the initiative of private enterprise. The increase
in hotel accommodation and the improvement in its quality contributE
a great deal towards attracting tourists (3, p.41). By 1964, most
of the leading hotels had developed shopping arcades in or adjacent
to their buildings. In 1965 a relatively minor increase in the
number of tourists-compared to that in 1964 was attributed to the
great disparity between Trans-Atlantic and Trans-Pacific air fares
(See Table 1.1).. Many improvements were being made in hotel rooms,
but in the following year, the figures showed a drop in the number
of rooms over the preceding year due to demolition prior to
reconstruction (3, p.41-42)
In 1966, Hong Kong experienced a series of setbacks and
slowdowns- a civil disturbance in Kowloon Peninsula (that caused
prompt cancellations by prospective visitors) and prolonged June
rainstorms. There were also unfavorable factors such as a series
of air disasters in Japan, British shipping strike, prolonged
strike of airline personnel in U.S.A. and Australia. In addition,
there was also a severe credit squeeze and current restrictions for
foreign travel imposed by the British Government (3, p.42).
5TABLE 101
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Source: Hong Kong Tourist Association.
6These setbacks luckily did not disturb the Hong Kong tourist
industry for long. Furthermore, the Hong Kong Tourist
Association felt that there had been a change in the pattern
of tourism during that year, with an increase in tourists from
Japan, a decrease in the length of stay, and an increase in the
spending power of the average tourist. They stressed that if
tourist growth were to be as great as projected, there would be
a need for more accommodation in the next two or three years
during the tourist season, especially in the first and second
class range of hotel rooms (3, p.42-44).
1967 was relatively poor year in terms of the number of
in-coming tourists due to the effects of civil disturbance
However, in terms of hotel construction, a new wing of the
Miramar Hotel with 268 rooms and the Cathay Hotel with 150 rooms
were completed. From 1968 to 1972, the hotel industry showed a
remarkable growth in revenue and enjoyed a very high occupancy
rate, in the range of 78 percent to 90 percent. This was mainly
due to the demand brought about by the influx of tourists to
Hong Kong. Since the completion of new hanger in the airport to
meet the 747 aircraft age, travel became more rapid and frequent
(3, p.44-45). There was a continuous demand for hotel rooms with
the number of tourists increasing at an average annual rate of
16 percent. The demand was met considerably by an increase in
hotel rooms. In 1968 a new pattern emerged: more tourists were
travelling by air and travelling in groups. There was only a two
percent increase in hotel rooms and thus the occupancy rate reached
777.8 percent (3, p.44-45). In October that year which was the
peak month, many tourists could not find hotel rooms as expected.
The number of tourists that month reached 58,000. The hotels
enjoyed an occupancy rate of 97 percent, the highest record in
fourteen years (3, p.44-45).
In 1969, due to a large increase in the number of tourists,
there was difficulty in finding sufficient hotel rooms at certain
periods of the year. During that year, a major hotel (Hong Kong
Hotel) with 800 rooms was opened. In 1970 the problem was more
acute. Despite 8,000 hotel rooms being available, the occupancy
rate reached 90.3 percent. In 1971, a continuing shortage of
non-luxious hotels at economy rates was experienced, due to a
rapid increase of young travellers (under thirty-five) with less
money to spend on deluxe hotels and on goods. However, Hong Kong
still more or less lacked this kind of medium-priced accommodation.
In 1972 three hotels with a total of 2, 000 rooms were opened on
Hong Kong Island.* They are all situated close to the island
entrance to the cross-harbour tunnel. The three hotels were Lee
Gardens, Harbour Hotel and the Excelsior Hotel. In 1973 one major
hotel and one smaller hotel opened, adding 686 hotel rooms. However,
four hotels with 183 rooms ceased to operate. Hence the total number
of rooms at the end of 1973 was 11,316 (3, p.45)
In early 1974, two major hotels, the Sheraton Hotel and Hotel
Plaza, started operation. By June 1974, there were 55 hotels
providing a total of 13,193 rooms to the tourists (See Table 1.2)
8In conclusion, the hotel sector has been growing relatively
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Source: Hong Kong Tourist Association
Note: See Appendix II for detail classification of individual
hotels.
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2.0 MANAGEMENT INFORMATION SYSTEMS
A THEORETICAL DISCUSSION
2.1 Elements of a Management Information system
Before exploring what actually is a management information
system (MIS), a short analysis of the basic elements which make
up the term management information system is presented. It
would be easier to obtain a basic understanding of the topic if
one understands the three elements or words that comprise the term
MIS.
The three elements are:
to the management element
20 the information element
3. the system element.
2.1.1 The Management Element
The study of management is relatively new, coming primary
from the growth in size and complexity of business and other large
scale organizations since the industrial revolution (12, p.6)
Peter F. Drucker states that (5, p.3-4):
The emergence of management as an essential, a distinct
and a leading institution is a pivotal event in social history.
Rarely, if ever, has a new basic institution, a new leading group,
emerged as fast as has management since the turn of this century.
Rarely in human history has a new institution proven indispensible
so quickly and even less often has a new institution arrived with
so little opposition, so little disturbance, so little controversy..,.
11
R. L. Martino in his book Management Information Systems
rl a n.q man aapment as (4 n.26)
-selection of objectives,
-judicious allocation of resources,
-operational plans and schedules,
-control of progress,
-evaluation through feedback.
xast and Rosenzweig also indicate that (12, P.6):
Management involves the coordination of human ana material
resources towards objective accomplishment.
Each of the above areas indicates that decisions will be
needed. Hence making decisions is the basic function of
management. Decision making, including the process leading up
to the decision can be put as planning. Thus in short, the
definition of management can be put as the planning, operating
and controlling of the physical and personnel resources of the
company in order to reach company objectives (11, p.l).
Within an organization, different levels of management
exist. There are many ways to describe the various levels of
management, but in general, management can be divided into three
levels.
(a) Top management
Usually, the president and the heads of the major departments
of the company make up the top management level. The members of
top management determine the short and long range objectives of
the company, the physical, financial, and personnel resources to
12
accomplish these objectives. Furthermore, they determine the
policies and strategies that will fully utilize the resources.
In short, all these activities can be called as strategic
planning. The department heads also have the responsibility
of implementing and controlling the decisions made. The major
challenge of top management is to perform the above activities
effectively.
(b) Middle management
The managers reporting to the department heads are considered
as middle management. Although the elements of planning and
control exist at all levels of management, control is the major
element in middle management. Top management establishes the
overall goals and objectives of the company, while middle manage-
ment acquires and controls the necessary resources in order to
implement the objectives and accomplish the goals.
(c) Operating management
The operating management consists of the managers or
supervisors who report to the middle management. There is less
planning in the operating management than in middle and top
management. Operating management is concerned with more finite
and specific activities. These are specific jobs that are
performed with a set of fairly well defined rules and procedures.
(11, p.2-6).
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2.1.2 The Information dement
Information is the second element in the term MIS and it
can be defined as timely or specific knowledge about an event
or subject of interest that contains an element of surprise
(21, p.368). Johnson, Kast and Rosenzweig point out that
(10, p.93-94):
The concept of information is related to facts, data,
and knowledge. A fact is something that has happened in the
real world and that can be verified. Data are facts obtained
through empirical research or observation. Knowledge
represents facts or data gathered in any way and restored for
future reference. It may be thought of as a body of TTwell-
confirmed law-like generalizations which relate data to their
environment. Information represents data or knowledge
evaluated for a specific use. We like the proviso or
connotation that information alters intelligence, that it
changes the degree of uncertainty about a given situation
from the point of view of a decision maker. Thus, information
is evaluated in terms of its pertinence for decision making.
Facts or data are processed to provide meaningful information--
an' increment of knowledge.
The concept of flow is implicitly incorporated in the
term information. In other words, information is not static,,
it is characterized by both an element of surprise and movement
(14, p,26). Information is the catalyst of management and the
ingredient that coalesces the managerial functions of planning,
operating and controlling (19, p. 106)
(a) Business Dimension of information
Since different levels of management performed different
jobs and hence they utilize different types of information.
Figure 2.1 shows the contrasts of business dimension of information
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between top, middle and operating management. Middle Management
falls in between top and operating management, having elements











Figure 2.1 Business Dimension or in ormazion
Source: Kanter. J., Management-Oriented Management Information
Systems, Prentice-Hall, Inc.,) tngiewoou LA-11165
N.J 1972
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(b) Technical dimension of information
The technical dimension of information refers to the data
base. A data base is a collection of fields of data, which are
related in a meaningful way, and can be accessed in different
logical orders, but stored only once (22, p.399-414). The
technical dimensions of the data base are elements such as
capacity, interrelationship of data elements, security, validity.
The cost considerations involve the summation of the following
costs:
1. cost of acquire data,
2. cost to maintain data,
3. cost to access data (11, p.12-13),
2.loi Trie system b-LeMeIlL
ThP last of the three elements is the system.
A system is an organized or complex whole an assemblage
or combination of things or parts forming a complex or unitary
whole (10, p.4).
Webster Dictionary defines system as a set or arrangement
of things so related or connected to form a unity or organization.
R. L. Martino defines system as a set of elements, connected in
some fashion, directed to some specific purposes (l4, p.l).
The above are very broad definitions, here the emphasis will
be on systems that produce information. Figure 2.2 shows a generic
system. The shaded box in the figure represents the set of
procedures, routines, or transformations pertaining to the conversion






Figure 2.2 Schematic of a Generic Systerr
Source: Heany, D. F., Development of Information
Systems, The Ronald Press Company, New York, 1968
2.2 Management Information System Defined
The definition of management information system may now be
defined as a set of elements connected in some fashion, directed
to produce the information which are required for the management
process. A management information system is a system that aids
management in performing its jobs of planning, operating and
17
controlling, Thus a management information develops in response
to the needs of management for accurate, timely, and meaningful
information or data in order to plan, operate, and control the
organization's activities, and hence optimize its survival and
growth. The MIS accomplishes this mission by providing means
for input, processing, and output of data plus a feedback-decision
network that helps management respond to current and future
changes in the internal and external environment of the organization
(2, p.17)
203 The Growth of Management Information Systems
R. J. Radford points out that (18, p01):
Information systems have existed in one-form or another
since the beginning of human enterprise. The importance of
information in the management of an organization was recognized
in ancient timesa...........o As society and its accompanying
technology have become more complex, the problem confronting
managers in business, industry and government have become
increasingly difficult. Compared with his counterpart of fifty
years ago, the modern manager is faced with the need to make
decision in situations involving many more factors, with a far
greater range of possible outcomes. The requirement in modern
organizations for a system to provide information relating to
these factors on a reliable and timely basis is a natural
consequence of these development,
Robert G. Murdick and Joel E. Ross have described how the
owner of a small country store carries out his own business by
performing all the functions undertaken in a modern organization
such as vice-president of sales, director of market research,
controller, treasurer,, etc. The information needed to make
decisions in each area is always at hand. Actually the owner has
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developed a real-time management information system. All the
information needed to run the business is within reaching
distance of the owner and is available within seconds.
As times change, the business has grown into a larger
company. Although the functions have remained basically the
same, the volume and complexity of information needs have
increased greatly. It now becomes necessary to handle many
customer accounts and many production records with many more
interrelationships. In addition to the increased records,
information requirements, and other associated problems, there
are now problems associated with delegation of authority and
responsibility. Therefore it is necessary to assign people to
supervise other people, and this expands communication lines
and complicated these problems a Also additional people and
equipment must be added to handle the information. In short,
the functions of the company and its management are basically
the same regardless of size, but the complexities associated
with size have greatly increased the need for information in
order to manage the company.
Inspite of all these complexities, the management of
modern large companies would like to be able to operate in the
same way and with the information requirements that the owner
of the small country store enjoyed, The objectives of develop-
ing or improving management information system are to provide
the type of information environment that will integrate the
hasie onerating functions and to provide management with access
19
to information relative to complex activities in decentralizes
organizations. It is obvious that change will continue to
take place, and in order to handle the changes properly,
managers must learn what to do with information in order to
cope with the resultant increase in complexity (16, p.155-158).
2.4 Characteristics of MIS
After looking at the growth of MI5, some of -tne enaraczer
istics of MIS that are commonly accepted by many,people working
in this field will be examined. Although not all the character-
istics listed below will be encountered in any one system, they
are the general focus of interest.
(1) Management oriented
This is the most significant characteristic of MIS and
this characteristic serves to distinguish between transaction
oriented systems and those designed to provide information for
managerial decision making (7, p.16)
The system development starts from an appraisal of management
needs and overall business objectives. It is possible that
middle or operating management is the focus of the system such
that their needs are the basis on which the system is built.
Anyway it is important to note that the data in a management
information system are oriented to executive usage (11, p.21).
20
2 Management directed
Since MIS is management oriented, it is obvious that
management should actively direct the system development efforts.
Simply getting involved is not sufficient. There should be
continued review and participation to make sure that the
implemented system meets the specifications of the system that
was designed (11, p.21-22).
(3) MIS should be integrated
Since MIS is designed to serve managerial users at various
levels whose concern extends to all functional units, it is
mandatory that the data base contain information on all major
operations (7, p.16-17). Integration here means taking a complete
picture of interlocking sub--systems that operate within a company.
One can start a MIS by dealing with a specific subsystem, but
unless its place in the total system is realized, serious short-
comings may be resulted. Thus an integrated system that blends
information from several operational areas is a necessary
characteristic of MIS (11, p.22).
(4) Sound planning
Management information systems usually take three years
or longer to get firmly established within a company. MIS
designers must have the future objectives and needs of the
company firmly in mind. The designers must avoid the possibility
of system obsolescence before the system gets into operation,
Therefore sound system planning is an essential ingredient to
successful MIS (11, p.23).
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(5) Subsystem concept
A system must be broken down into subsystems that can be
implemented one at a time. A phasing plan must be developed.
The breakdown of MIS into-meaningful subsystems sets the stage
for this phasing plan (11, p.23).
(6) Central data base
If the data is stored efficiently and with common usage
in mind, a single master file can provide the data needed by
any of the functional subsystems. It could be effective and
economical to gather the data once, properly validate it, and
place it on a central storage medium that can be accessed by
any subsystem (11, p.23-24).
2.5 MIS and the Computer
Nowadays, MIS is usually regarded as synonymous with computer
based management information systems, or more precisely, with
attempts to extend the use of computers from routine data processing
into the provision of information for management (13, p.143-162)
From the definition of MIS, it can be seen that a management
information system of some type is a corporate necessity, and
every company has one. Depending on the nature of the company, its
operating characteristics, and the personalities or philosophies
of its top executives, a management information system can take
the following forms (15, p.1):
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1. A MIS can be clerically implemented, that is, clerical
pencil-and-paper techniques are used in the distillation of
decisioneolevel information--even if a computer is involved at
operational levels.
2. A MIS can be implemented on the basis of printed reports
generated by and distributed from a batch-type computer
installation without on-line access capabilities.
3. A MIS can be geared to direct interaction between management
and the computer system through remotely located on-line
terminals. In such a case, the computerized MIS is said to be
responsive to management requirements,
4. A computerized management information system could ultimately
be developed to recognise and present pertinent data on situations
requiring management attention. A MIS could then be assigned the
capability for presenting the data through some graphic display
techniques.
However, no matter which form the MIS takes, there are some
basic components in common, and the components of a MIS are
discussed in the following section.
2.6 Components of an MIS
The components of a management information system are those
parts of the organization concerned with the acquisition, processing,
retention, transmission and presentation of information useful to
management. The components are discussed under the following headings
(18 p.55-56):
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1. Administrative and operational system, serving routine
functions within the organization, such as personnel
administration, payroll, posting to general ledger,
cost analysis, production scheduling, etc.
2. Management reporting system, which provides periodic and
timely reports to managers on matters relating to their
decision making tasks and control purposes.
3. Central data base, which acts as a store for data and
information used by more than one part of the organization.
4. Information retrieval system, by which the historic data
and information may be retrieved for use in planning and
decision making.
5. Data management system, which arranges and controls the
flow of data and information between components of the
management information system.
All the above mentioned components are actually sub-systems
of an MIS, and these subsystems can be broken down further to
smaller subsystems. Figure 2.3 shows the relationship between the
components of the MIS.
2.6.1 The administration and operational systems
The administration and operational systems are those components
of an MIS created to support routine functions in the organization.
As can be seen from Figure 2.3 that there are several systems.
Financial information systems maintains the operating





















Figure 2.3 Relationship Between the Various
Components of an MIS
Source: Radford, K.J., Information Systems in Management,
Reston Publishing Company, Inc., Reston,
Virginia, 1973
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It involves the flow of dollars throughout the organization,
and large amounts of data that are concerned primarily with
historical and internal information. Although in some areas
of financial. planning and budgeting, it does provide the
futuristic look associated with planning (19, p.119)
The personnel information system is concerned primarily
with the flow of information about people working in the
organization as well as future personnel needs (19, p.125).
It provides a systematic way of accumulating data that can
be used to make promotional decisions by every level of
management o It is a means of knowing what talents are
available to fill specific jobs. The data in this system
are exclusively concerned with people, and therefore the information
is largely internal and historical, although some information is
obtained from outside sources (4, p.19-27).
The logistics information system provides data for physical
supply and distribution in such areas as procurement of imported
products and raw materials, control of manufacturing, control of
inventories, and control of distribution activities. Hence it is
concerned with the information about the physical flow of goods
through an organization (4, p.19-27).
The marketing information system is very important to most
business, yet it is the one most often overlooked (19, p.124).
Its characteristics will differ widely among companies. Some of
them only maintain information about sales records or orders and
26
shipments. Some of them maintain a great deal of data about
things such as competitive actions, customer profiles, and
advertising effectiveness (4, po19-27). It has to supply
information to management that will help them make better
decisions about pricing, advertising, product promotion policy,
sales force effort, and other vital marketing decisions (19, p.l24).
Others include research and development, strategic planning,
and engineering. Table 2.1 shows the major information systems and
their typical functions, and Figure 2.4 shows a schematic diagram
of a typical administrative or operational system.
2.6.2 The management reporting system
The purpose of the management reporting system is to present
to all levels of management in the organization reports that are
useful to them in their day-to-day work and for decision making.
These reports fall into three categories:
-- Those required for the control of use of resources.
-- Reports relating to the efficiency of operations and
management of resources.
-- Reports relating to effectiveness in achieving goals and
objectives as a function of resources expended (18, p.59-60).
27
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Source: Radford, K. Jo, Information Systems in Management,














Figure 2.4 A Schematic Diagram of a typical System
Source: Radford, K. J., Information Systems in Management,
Reston Publishing Company, Inc., Reston,
Virginia, 1973
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Data and information required for the first two categories
of reports are available within the administrative and operational
systems and can be transferred via the interface on request.
Information and data for the last category of reports can also be
obtained through the interfaces. Before the presentation of the
third type of reports, data from the administrative and operational
systems are combined with the information that has been budgeted
(18, p.60).
The proportion of reports needed by individual managers falling
into any one of the above mentioned categories depends on the role
and position of the individual managers in the organization, as does
the degree of detail needed in the reports. Therefore the structure
of the management reporting system follows the structure of the
management process of the organization which it serves. Especially,
the degree of detail of reporting at any level is dependent upon the
degree of true delegation of responsibility from the level which
determines the pattern of decision making in the organization
(18, p.60-61). Besides regular and periodic reports, sometimes
exception reports are also required by management.
The management reporting system provides timely and. consistent
reports following a previously agreed upon specification to the
managers involved. The specifications for reports at each level in
the organization include finite descriptions of information to be
30
drawn from reports produced at lower levels and designate
information to be summarized and reported to higher levels.
The complete set of reports shows increasing summarization and.
corresponding absorption of uncertainty the higher the level
in the organization. It also has a means for keeping both
aggregated and unaggregated data in a historic store, so that
information required at a later date can be retained. Of
course, it is also necessary to have a review procedure by which
information and data judged no longer useful can be descarded
(18, p.61-63)9
2.6.3 The central data base
The development of an MIS illustrates the need for gathering
basic information from key source documents and using this
information throughout the system. It is important to develop
basic master files which are used in common by the various systems.
These common master files are normally referred to as central data
base. The central data base holds all relevant information and
data about a company's operation in one readily accessible file.
The file is arranged so that duplication and redundancy are avoided.
Information concerning on-going activities is captured once, validated,
and entered into the proper location in the data base. Normally the
central data base is subdivided into the major information subsets
needed to run the business. The subsets include such things as
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customer and sales file, personnel file, inventory file, general
ledger accounting file, etc. The various systems in the
administrative and operational systems use information from the
same file. The key element in a data base concept is that each
system utilizes the same data base in satisfying its information
needs. It is also designed that different levels of management
can dip into and sift off the information that is relevant to
their particular sphere of operation (11, p.60).
The central data base tends of grow from a small beginning,
rather than to be created in one abrupt operation. The growth
takes place as more and more interaction takes place between the
administrative and operational systems and as the management
reporting system assumes a more and more important role in the
internal communications of the organization. Data and information
in the central data base are continually changing as a result of
editing and updating (18, p.62-64).
2.6.4 The information retrieval system
The information retrieval system has a function quite similar
to that of the management reporting system, in that it provides
information and data to all levels of management as required by them
in their day to day work. However the reports provided by the
management reporting system are structured and periodic, but the
information retrieval system provides all levels of management with
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the capability of obtaining information from the system on demand,
in a form that is not structured in advance. Reports from the
information retrieval system are provided when needed and therefore
are not periodic. If there is a continual demand for a particular
format of information, then of course this format should be included
in the output from the management reporting system (18,.p.64).
2.6.5 The data management system
The data management system acts as a link in communication
between the other components in the MIS. The major task of the
data management system are:
1. Supervising the capture and updating of data and information
for the central data base.
2. Servicing the needs of the peripherical components of the
system for data and information from the central data base.
3. Maintaining a system of cross indexing of data currently in
the management information as a whole.
4. Generating reports in the formats needed by the management
reporting and information retrieval systems.
5o Providing security for data in the base against accidental
damage, intentional malice or inquisitiveness.
In large management information systems, data management is
usually undertaken using large complex computer software. In small
systems, and often in the earlier stages of implementation of large
systems, the jobs can be accomplished by a small group of staff
members (18, p.64-65).
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2.7 Operation of the MIS
The operation of the MIS may be reviewed by reference to
figure 2.3. Routine administrative and operational functions
are undertaken by completely specific systems which received
data and information from external and internal sources. The
functioning of these systems is reviewed when necessary by the
managers responsible for them on the basis of information
available at the monitor. Information and data needed by other
functions or for reporting to other levels of management appear
at the interfaces in the peripheral systems, which are connected
to the central data base. These information and data must conform
to the established standards in order to gain admittance to the
data base and to be passed from the base to the other components
of the MIS. Reports for management are compiled from the
information and data in the central data base. Those which are
structured and periodic are provided by the management reporting
system, whereas those reports which are not needed periodically
or have not been pre-structured are provided on demand by the
information retrieval system. The data and information flow is
controlled by the data management system. Data and information
in the MIS which is subjected to aggregation is placed in a
historic store from which it can be retrieved when needed to
support future decision processes.
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Hence it can be seen that at one end of the spectrum, the
information systems in the various parts of the organization are
completly independent, while at the other end, is one single
system is used throughout the organization. This is illustrated
by Figure 2.5. The direction from the left to right in the
figure is the direction of increasing standardization among the
information systems in the various components of the organization.
It is also the direction of increasing formal communication
(18, p.65-66).
One SingleMany Completely






Source: Radford, K. J., Information Systems in Management,
Reston Publishing Company, Inc., Virginia, 1973
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2.'8 MIS and the Hotel
Although the hotel industry in Hong Kong started in
1884, it is interesting to note that comparatively little
technological change took place during the first half of
the twentieth century. During the last twenty years,
great changes have taken place in the physical shape of
the industry in terms of services and size, but little
progress has been made in terms of management attitudes.
However, managing the hotel business since 1960
requires far more detailed information for decision
making and action than formerly. The change in management's
need for information can be described as the difference
between flying Spitfires by the 'seat of your pants' and
flying a modern aircraft by complex instrumentation (6,
p.146). The need for information is definite. However,
unless useful management information is produced, a lot
of clerical work will be wasted. In order that all inform-
ation produced should help in decision-making, control and
operation, and that useless information should be dispensed
with, the development of management information systems in
the hotel industry is indeed necessary.
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3.0 PRESENT HOTEL OPERATION AND
INFORMATION FLOW
A SUMMARY
It is surprising to find that although all the hotel managers
interviewed indicated that the need for information is definite,
the hotels in Hong Kong do not have formal management information
systems. Some hotels have separate statistics departments, for
instance, Peninsula Hotel, performing part of the functions of a
management information system. At present, the general practice
is that each department in a hotel prepares and stores it own data
and information, and when top management has a need for information,
it will approach the specific department or departments directly.
In this chapter, the author presents the methods of operation
and management information flow in Hong Kong hotels. The information
in this chapter came mainly from the personal interviews conducted









R Man aaement and the Organization
Management in the hotel industry is a clearly defined function
although the actual constituent parts may vary from one hotel to
another. Principally, of course, the manager occupies the key
position particularly in the small hotels, but the larger the place
the more division of responsibility takes place so that in the large
hotels, some of the duties which would otherwise fall to the manager
are carried out by employees who work directly under a director with
executive responsibility. It can therefore be appreciated that
organization is a vital part of the running of a hotel.
The organizational structures of various hotels are obviously
different from one another, however they do possess some common
characteristics. Based on these common characteristics, a typical
organization chart of a hotel is presented in Figure 3.1. Generally










Figure 3.1 A Tvpical Organizational Chart
of a Hotel
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Front-of-the-house includes rooms department, food and
beverage department. Back-of-the-house includes sales
and marketing department, personnel department, account-
ing department, engineering and maintenance department.
Discussions are mainly concentrated on rooms, food and
beverage, accounting, personnel, sales and marketing
departments. The rationale is that they are the most
important to the operations of a hotel.
3.2 Rooms Department
The rooms department can be subdivided into two
major sections: front office and housekeeping.
Front office
The front office is the nerve center and contact
point of a hotel. The major work of the front office
centers around processing reservation, reception and
check outs. The operation of the front office provides
the back ground information to the income from the let-
ting of rooms. The types of information or data prepared
and kept by the front office are:
(a) Advance booking record
This is a statistical record serving several useful
purposes:
1. To show forward bookings so that the receptionists in
the front office know at all times the number of rooms
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available for letting on any day and is therefore
an essential aid in dealing with requests for accommo-
dation.
2. To provide a means for preventing over-booking which
if it occurs must inevitably result in damage to the
goodwill of the hotel.
3. To assist management to assess the prospects of future
business.
(b) Customer information
Here the information comes from the hotel register
kept by the front office. It contains the full name of
the customer, nationality, date of arrival, purpose of
travelling if known, date of departure, the next destin-
ation if known, the room rate, old or new guest. Part
of the information will be used to prepare the national-
ity statistics. This is of very great value in relation
to management policy. The reasons for these statistics
are to ascertain and compare the amount of business
being derived from various parts of the world. The
units of measurement for the statistics is usually
sleeper/night.1 The nationality statistics is used:
1. To act as a guide in deciding advertising policy. In
framing each policy, it can be decided whether to
One guest staying for one night, for example, a guest
stays for two nights, then this becomes two sleeper/
nights, which gives the same quantity as two guests
staying for one night.
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increase advertising in countries from which business
is on the decline, or to reduce the scale in them and
concentrate on new territories.
2. To enable the management to cater specifically for
the wishes of the guests from particular parts, for
example, American dishes for those from the United
States.
3. To trace some of the reasons for fluctuation in business,
national difficulties of some countries.
4. To compare business from year to year.
A typical form of nationality statistics is shown in
Figure 3.2. In some hotels, such as the Furama Inter-
continental, the nationality statistics is prepared by
the front office. In others, it is prepared by the
statistics department.





Figure 3.2 Nationality Statistics
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Housingkeeping
The housekeeping section is responsible for preparing the
daily occupied rooms report. The reports are usually prepared
by the maids. The occupied rooms report enables the maids to
pass on this information to the front office. The total number
of rooms occupied can be checked against the reception records.
Even if the totals are correct, a periodic check in detail can
be useful in case, for example, a guest has moved from one room
to another and the reception has not notified the others. Such
an error could cause confusion in the accounting department. A
typical daily occupied room report is shown in Figure 3.3.
Other minor section such as laundry, hotel telephone service
do not have much information to be kept or prepared, except for
recording the charges of the customers and submitting them to the
accounting department for posting them to the customers' accounts.
The information flow in the rooms department is illustrated by
Figure 3.4.
303 Food and Beverage Department
The food and beverage (FB) department provides food, beverage
and service to the customers. The rooms and the FB departments
contribute the major part of a hotel's income. The FB department
includes sections such as purchasing, receiving, inventory,
preparation, service, food and beverage control. The basic operating
activities can be seen from Figure 3.5.
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Figure 3.5 Basic OAerating Activities in the
Food and Beverage Department
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Planning
At the planning stage, information from the sales and marketing
department, food and beverage control section, and the storeroom is
required. The sales and marketing department supplies the number of
banquets to be held, the number of guests participating, the menus
of the banquets. The food and beverage control supplies the sales
forecasts in the night clubs, restaurants, and the bars, The store-
room supplies inventory information. Upon receiving all the
information, the purchasing section will estimate the quantities of
materials to be purchased. Then the section will search for external
information on prices and quality. When everything is all set, the
necessary amounts are purchased. The purchasing section records the
quantities of materials purchased, prices, and other necessary inform-
ation such as purchase specifications and the like. Then the whole
pile of information is passed to the receiving section for checking
the materials to be received. The receiving section prepares a daily
report on the goods received which includes the quantities, name of
the suppliers, type of goods, prices. The report is distributed to
the storeroom and the accounting department.
The storeroom upon receiving requisition, issues the necessary
quantities of food or beverage for preparation. Then the information
on the costs and quantities of food or beverage issued is sent to the
food and beverage control section for calculating the food cost. The
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information on food costs will provide the basis for pricing
policies. The information flow within the planning stage is
shown in Figure 3.6.
Food and beverage control
The food and beverage control section is responsible for
forecasting the number of covers to be served each day, for
example, the number of breakfasts to be served in the coffee
shop, number of luncheons to be served etc, preparing the food
costs and making the reconciliation of food costs.
The food and beverage control section obtains customer
information from the front office (See Figure 3.4) and past
sales records for the preparation of the daily sales forecast
in terms of the number of covers to be served. The forecast
will then be supplied to the purchasing section. The control
section, basing on the daily sales forecasts, can project the
weekly sales, monthly or yearly sales. This provides the
information for developing the expansion plans of a hotel and
for preparing the budgets.
The second task of the control section is to provide the
information on the food costs. Each day, the food and beverage
control prepares a summary of food costs and potential savings.
The summary usually consists of the day's result and the month-to-













Figure 3.6 Information Flow in the Planning
Stage
1. The day's weather-- this has a direct influence on the sales
volume.
2. Number of covers sold-- the information is gathered from the
restaurants, coffee shops, etc. and prepared by the control
section. This is used to compare with the daily sales forecast
for making the necessary adjustments, Furthermore the average
price per cover can be found, and this can be used for predicting
income. Thirdly the turnovers in the restaurants, bars, etc. can
be found, and this is useful for finding the busy hours and hence
it is important for manpower planning.
3. Food costs,
The reconciliation of food costs is usually done monthly and a
typical form is shown in Figure 3.7. The report is distributed to
various department heads and general manager,
3.4 Accounting Department
The accounting department handles all the financial data in a
hotel and the three major types are revenue, expenses, and payroll.
For most hotels in Hong Kong, the accounting department is also
responsible for preparing the daily report which has to be presented
to the general manager and the various department heads for control
purposes. The daily report mainly concerns information on revenue
and those relating to revenue. The revenue of a hotel is under two
major headings: (a) rooms and (b) food and beverage. The headings
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Less: Total Closing inventory
Gross Cost of Food Consumed
Less: Employee Meals
Net Cost of Food Sold
Budgeted Net Cost of Food Sold
Potential Savings
Total 5aleEc
Figure 3.7 Reconciliation of Fooa Lost
( Simplified)
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are subdivided into cash sales, guest ledger, and city ledger.
At the end of each business day, all the information on
revenue will go from the profit centers to the night auditors
for compiling and checking. After the night auditors have
checked all the items, a summary of the day's revenue will be
prepared (See Figure 3.8). After that, the accounting department
prepares the daily report which is shown in Figure 3.9. The
daily report is used by management as a tool for controlling the
business.
The accounting department is also responsible for preparing
all the financial statements such as the monthly income statements
and balance sheets. All the financial information has to be
submitted to top management for the preparation of the budgets.
Information flow of the accounting department is illustrated by
Figure 3.10.
3.5 Personnel Department
During the interviews, the managers indicated that the
personnel department in a hotel is similar to the personnel
departments in other industries. The department handles and keeps
all the data about the employees. A hotel serves customers
directly, and the staff is the most important asset of a hotel.
Hence it is important to keep management informed of the manpower
situation of the hotel constantly. The personnel department is
responsible for submitting the staff turnover report to the general
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manager and the departments. The report is prepared monthly.
The personnel department also supplies staff information to the
accounting department for payroll purposes.
6 Sa1 P and Marketing Department
Marketing, and bringing in the customers through sales
promotion is of prime concern to every hotel. The sales and
marketing department has to accomplish the task. The major






Sales forecast here is mainly concentrated on the rooms and.
banquets. To achieve the functions, the department needs internal
and external information. Internally, the advance booking records,
the nationality statistics, guest history files, sales revenue,
room statistics, and the like are required. Externally, the
information on the whole economy, and the competitive situations
have to be known. Usually the external data is obtained from the
Hong Kong Tourist Association.
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3.7 Computerization
All the hotels in Hong Kong at present do not have computer
systems installed, although hotels such as Sheraton Hotel and
Hotel Plaza have installed mini-computers to perform some of the
accounting functions.1 For instance, Sheraton Hotel uses mini-
computers for handling the general ledger, guest ledger, city
ledger, accounts receivable and payroll. The opinions of the
managers on hotel computerization is summarized in Table 3.2
NumberReasons
41.75There is no need for a system
16072Cost too high
24.93Serious considerations at present





4.0 A SUGGESTED FRAMEWORK
As pointed out in Chapter II that the main objective of a
management information system is to provide managers at all
levels with supporting information to help make decisions, plan
operations and measure actual results against those plans. In
this chapter, an attempt is made to provide a framework for
computer-based management information system planning in a hotel
basing on the results in Chaper III. Emphasis is placed on
classifying and ranking information needs. A design schedule is
then proposed for the basic information systems. The technical
issues associated with the design and development of an MIS are
outside the scope of this thesis.
4.1 The Planning Study
The goal in the planning study is to present a practical
approach for MIS design which can unify and direct the MIS project.
To develop this plan, three basic tasks must be completed:
1. Analysis of primary and secondary information requirements by
those managers responsible for each managerial area,
2. Development of a preliminary system design to satisfy these
information needs.




The MIS scope is enormous, encompassing many kinds of
information requirements. Some information is essential for
proper management of a hotel some is useful, but secondary
for decision making. Priorities must be assigned for various
types of information, from which a schedule for MIS design and
implementation is developed, In allocating priorities it is
important to classify types of information by decisions they
support. It is useful in practice to classify information
according to two dimensions: functional and departmental.
4.2.1 Functional requirements
Distinctions must be made among information needed to conduct
daily operations, to control current performance, and to plan
strategically for the future performance. Of all these functional
requirements, the first priority is given to operations, the
second priority to control, and the third to planning information.
However by assigning the priorities in this way does not imply that
the control and planning information systems are postponed until
the operational system is fully implemented. Since planning and
control information systems are those serve most to improve the
capability of profitable management, therefore to do this would be
to deny managers any immediate, significant assistance o Nevertheless,,
minimal functioning of the operational information system is




The basic operational information requirements of a hotel
can be divided into accounting, room service, food and beverage
supply. The accounting system prepares and maintains the journals
and the general ledger, including accounts receivable, accounts
payable and payroll. Since the large volume of accounting data
already impinges on the tinely and accurate delivery of information,
the financial or accounting system should be given the first
priority. Besides, some hotels have already mechanized this system.
Room service handles customer reservations, acknowledging
reservations, reception, and providing information to the accounting
department for billing. The smooth operation of such a system is
essential for maintaining continual customer satisfaction. To
improve management operations and ensure a smooth processing of
customer reservations, deveopment of this system is of high priority.
At present, the bulk of the work in the room service in Hong Kong
hotels is done manually.
Food and beverage supply involves the procurement of food and
beverages, receiving them, managing the food and beverage inventory,
preparation, and providing information to the accounting system. To
maintain adequate cognizance and control of procurement activities,
inventory, operational control of preparation processes, development
of this system is necessary but is not as high a priority as the rooms
service.
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(b) Control and planning:
Hotels are similar to many firms in that control and planning
functions are accomplished in an informal fashion with little
assistance from routine information or planning procedures. However
for a hotel, it mainly serves people and all the operation procedures
must be well controlled and well planned, otherwise customers will
be lost easily, and this is fatal to a hotel. Hence the development
of formalized control and planning systems are necessary, In planning
the management information system of a hotel, the future information
requirements must also be recognized.
4.2.2 Departmental requirements
Complex information needs exist in each department of a hotel.
These needs vary among departments and different supporting systems
are demanded. The primary requirements of departmental information
are in close parallel to those of the operational information systems,
The second priority requirements are for improvements in information
available to control current performance such as performance vs plan
and cost vs.budget, within each department. The departments that
are most important to the operation of a hotel are: rooms, food and
beverage, accounting, sales and marketing, personnel. The engineering
and maintenance department in a hotel is of lesser importance, and
therefore lower priority can be assigned to this department.
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Take the accounting department as an example. The basic
information needs of a hotel's accounting department can be
grouped into three categories:
(a) Basic operational systems
(b) Basic control information
(c) Special control information
Basic operational system include general ledger, guest ledger,
city ledger, special accounts, payroll etc. These operational
systems allow the preparation of daily revenue reports, operational
statements, balance sheets and cash flow analysis. Basic control
information enables two comparisons to be made: performance is
compared with plan and cost is compared with budget. This information
is provided for the entire hotel organization. Special control
information includes reports on accounts receivable and aging of
receivables, which allows detection of bad debts and decrease the
payment time of the receivables.
403 Summary of Information Priorities
The priorities for information system development are
summarized in Table 4.1.
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Departmental:Functional:
1. Accounting, Rooms,1. Operational
Food and Beverage.2. Control




Table 401 Priorities for Information
System Development
LL-4 Rasie Information Systems
In order to meet the information requirements just described,
five maior information systems are necessary:
1. Financial information system,
2. Rooms information system,
3. Food and Beverage information system,
4. Sales and Marketing information system,
5. Personnel information system.
Each of the above systems consists of many subsystems. The
systems listed are not completely independent since there are
connections among all of them for input and output purposes.
The rooms and FB information systems are typical to a hotel.



































































4.5 System Design. Principles
There are several general principles to be followed in the
development of all these systems. First, systems are integrated
through the use of common set of files; for example, there should
be one and only one file for each type of information and each
function requiring the information should refer to that file.
Economy and accuracy in the file maintenance would be preserved
since duplication is not necessary.
The second major requirement in MIS design is that each
component system should be modularized, allowing any major
subfunction to be removed without significant modification in
the other subfunctions (1, p.40-45). For example, the food and
beverage information system includes both inventory record keeping
and inventory control systems, but it should be possible to modify
the inventory control modules without significant modification in
the inventory record keeping modules.
Another reason for modular construction is that the system can
be designed, developed and implemented in manageable segments.
Implementing, say, the entire rooms information system as a single
package is not feasible. Even the reservation subsystem, which is
a large module in the rooms information system, can be further
subdivided for the purpose of design, development and implementation.
One of the most important aspects of overall system planning is that
of isolating modules in a wav that provides the most improvement at
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the earliest dat, while keeping the modules small enough to be
easily implemented (1, p.40-45).
The final design requirement is that the system should be
developed in an evolutionary fashion. The simplest modules that
require the fewest master files should be assembled first,
followed by more complicated modules that use the existing files.
As the system evolves, early modules may be redesigned to reflect
more refinement or sophistication.
4.6 System Plan
Three aspects must be considered in planning the management
information system in a hotel:
1. A schedule for developing system modules and
their subsystems,
2. The organizational requirements of the
project.
3. The manpower and monetary requirements,
4.6.1 Development schedule
The five component systems-- rooms, food and beverage,
financial, sales and marketing, personnel-- each can be broken
down into many modules. The schedule of the design, development




Development of a computerized management information system
demands integration of many user needs and requires resolution
of technical issues. Effective handling of these tasks can be
accomplished only with the participation of both users and
technical personnel. Users must identify information needs and
define the frequency and content of reports generated by the
system. System analysts and information system specialists are
responsible for the efficient handling of technical issues such
as computer programming, input and output processing, and
information storage and retrieval.
A common way to secure effective participation of both
groups is to organize a project team, whose members are devoted
exclusively to MIS design and development, and a steering committee
composed of executive officers and the heads of the user departments
(20, p.251-264-). A hotel's steering committee should include the
general manager, the financial controller, the rooms department
manager, the food and beverage manager, the sales and marketing
manager, the personnel manager, and the electronic data processing
systems manager.
The steering committee specifies broad system objectives. The
committee meets regularly both to assist in setting targets and
deadlines, and to review the progress of the project team in
achieving its objectives. The committee specifies the types of
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reports to be provided rather than relying on the project team's
suggestions for useful reports. Steering committee members must
recognize that monitoring of plans and progress cannot be
delegated to any subordinate
It is often desirable to augment internal resources used in
the MIS project with assistance from professional service firms
or consultant firms. One category of assistance is contract
programming. By contracting out some of the work, peak programming
loads are absorbed without increasing the size of the internal
programming staff. Other roles of outside assistance are those of
general counsel to project management and reviewer of system design,
By acting as counselors and reviewers, consulting firms help to
assure establishment of realistic deadlines and maintenance of system
relevance.
4.6.3 Resource requirement-
The resources required to design, develop and install a
management information system for a hotel cannot be known exactly
until detailed planning and programming specifications have been
completed. Nevertheless, upper and lower bounds can be estimate.
The three main component costs are project managene nt time, task
force (internal and external) time, and computer time. The time
required of the steering committee is not a relevant cost since th
management guidance they provide is part of their normal job
functions.
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Project Management requirements vary with the size of the
project team. One full-time project manager is needed at the
start. As the scope of the project increases, more sub-project
managers may be added. The amount of systems analysis and
programming time required also increases during the project
life. Computer estimates are highly uncertain and depend on the
scope of the project.
4.7 Selecting Hardware
There is no fixed formula for the selection of computers.
This is primarily because of the complexity of the computer
itself, but also because of the unique way computers are being
marketed, and because of the implication of long term effects
on the operation of the business, which is attendant to the
selection decision (17, p.74-88).
A computer is complex not only in terms of its internal
structure but in its variability of configuration which affords
an almost endless number of different possible mixes. The
total job the computer has to be done in the future would have
to be precisely defined, which is very often impossible in a
business application environment (17, p.74-88).
The way that computers are being marketed also presents
an important consideration in their selection, since the
computer buyer will be going into a rather intimate long term
relationship with the computer seller. A computer user does not
simply just buy or rent a machine, but also depends on the
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computer manufacturer for assistance, support and services. The
chief considerations facing a manager who is going to select
computers are:
1, Availability and quality of software,
2. Hardware performance,
3. Manufacturer support,
4. Compatibility among the various computer models
offered,
5. Cost,
6. Capability of system growth,
7. Delivery
8. Availability of application programs (17, pa74-88)
4-R F-i ttina the MT_S into the Organizational
Structure
The new management information system should be the center of
the nervous system of the hotel organization. Because of this
reason, the MIS should not be oriented to any functional area, whether
it is financial, rooms, food and beverage, personnel or the like.
As long as the MIS is relegated to some functional area, the total
potential of the MIS will be missed. The management and direction
of an MIS is a corporate rather than a departmental function. The
failure to recognize this fact has created many problems. The
basic problem is. that most companies do not know exactly where the
MIS fits into their current structure. There may be a scramble
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among department heads for control of the MIS, hence the problem
is indeed complex. A hotel or any other company developing an
MIS must reorganize the organizational structure, as well as the
procedures, in order to achieve the full benefits of the MIS.
Usually a new division headed by a management information director,
or a similarly titled officer. This executive reports directly to
the general manager or a senior executive. In this type of
organizational structure, the MIS is free from the political
interchange that often occurs between the regular departments and
divisions of any company. This method is the one followed by the




5.1 The Impact of Automation
Automation or computerization will have a tremendous impact
on the hotel labor force. The hotel staff in Hong Kong use to
do their jobs manually, and it is obvious that some of the
employees will be displaced by the new computerized management
information system, hence some of them will resent the idea of
change. Ignoring the human factor in the new program can have
far-reaching consequences. The computer installations of many
companies are failures as a direct result of this attitude
(l4, p.78-79).
Of course getting employee support will not solve all the
problems, but the other problems cannot be overcome without
employee support. Employee resentment and fear are easy to trace
and understand. It is a trait of human nature to fear what is not
completely understood if it represents a potential danger. Most
people think that computers and the systems they make possible are
synonymous with mass unemployment. The statistical clerk will
look at the computer and the MIS as a threat to his job. The
department head will fear for his position and stature. The same
thing will happen whether it is a hotel or other organizations.
Top management must make moves to allay the apprehensions and
anxieties, otherwise suspicion will grow to certainty.
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502 The Effects of MIS
Because of its very nature, an MIS will effect changes in a
hotel. To get the complete benefit of the system, an MIS will
encompass the functions of the entire hotel, and not some
segments of the hotel. Small jobs will be dropped or combined
with others. Source records and files will be consolidated and
all calculations will be performed at one time for some particular
operation. In addition, reports and operating control will be
consolidated and revised.
As a result, some of the monotonous, and repetitive clerical
jobs will be eliminated. These jobs include such tasks as posting
to ledger cards and stamping vouchers. These low-grade clerical
positions are replaced by the system, but a new set of positions,
such as systems analyst, programmer, computer operator, will open
up. The first result of the computer installation will be the
replacement of many low-grade clerks with a few higher-salaried
specialists. Organization structure will be affected, as some of
the jobs will be eliminated or merged with others as the data
nrocessinp-r operations become centralized.
503 Information System Benefits
The benefits that accrue from a management information system
must be weighed against the cost of developing and maintaining it.
Although benefits such as providing timely and accurate information
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to support management decision making at all levels and decreasing
the involvement in routine activities are easily recognized, they
are difficult to quantify. Nevertheless, a systematic attempt is
made to identity and assess the benefits of the MIS in terms of the
specific impacts it will have on the hotel.
In the food and beverage area, effective savings can be
achieved from effective inventory control. Through the use of
more elaborate control procedures which can be incorporated into
the inventory control module, it is possible to reduce inventory
investment and to minimize the loss of inventory due to decaying or
the like. The procurement planning module also contributes to the
reduction of inventory, transportation costs can be decreased and
seasonal fluctuations are anticipated. The inventory control and
procurement planning module can improve customer service as well.
In the rooms area, the reservation module will help to
minimize the damage of the goodwill of the hotel by preventing
over-booking. The check-in and check-out modules will reduce the
waiting time of the customers. Hence the modules again will help
to improve customer service.
The most significant potential benefits in the financial area
accrue from the accounts receivable and budgeting modules. The
aged receivables schedule generated by the accounts receivable system
can help to reduce the percentage of bad debts and decrease the mean
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age of receivables. The budgeting module can aid detection of
unnecessary expenditure and provide a financial control mechanism
for each responsibility center.
The personnel information system helps recruiting and
employment, training and personnel development, smooths labor
relation, and also helps to determine compensation and benefits
rules
The sales analysis reports generated by the sales and
marketing information system give decision making support to the
assignment of advertising efforts, location of potential markets.
Although the savings here are more difficult to assess than those
of financial, rooms, food and beverage areas, the potential savings
in marketing and sales area are very significant.
5.4- Concluding Remarks
Survival today demands the use of modern methods and machines.
The organizational structure and procedures of many companies are
outmoded and no longer adequate to help management in meeting today's
complex information needs. In many areas, such as the hotel industry,
management information systems are indeed necessary to cope with the
complex information flow and satisfy the increasing information needs.
However, simply designing and installing a management information
system is not the end of the story, continual efforts is necessary.
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The basis for the successful management information system
is an initial definition with management involvement.' By the
very nature of the business of management, criteria and standards
are continually changing. Therefore, once the MIS becomes
operational, change becomes the name of the game (15, p080). In
other words, the management information system must change





1. When was your hotel established?
2. Can you give me a brief organization structure of
your hotel?
3. Do you find any communication problems within the hotel
organization?
4. Do you have any electronic data processing equipment in
the hotel at present?
Yes
When was it installed?
No
Do you plan to install a computer system
in future?
Can you briefly explain the reasons?
B. MIS and Information
5. What is the role of information in your hotel?
6. How are information flowed within the hotel organization?




When,was the department established?
How many employees are there in the department?
What are the sources of the employees in the
department?
What are their qualifications?
What kind of training programs do they have?
No,
Is there any employee(s) that is assigned to
perform the functions of the MIS department?
No.-
Yes-
What position noes ne they) hold
C. Reporting
8. How often do staff members prepare information (reports)
in each department?
9. Do they follow a fixed schedule?
10. What are the sources of information?
11. How are the data processed?
12. Where will the information go?
13. In what forms are they presented?
14o Are there any recommendations or findings in the reports?
15. Are these recommendations or findings reviewed by
management of higher levels?
16. Are there any major problems encountered in gathering
the information?
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17, What impacts on the hotel organization do you perceive
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1香 港 酒 店 業 管 理 信 息 系 統 之 研 究 　 　 　 任 明 森
㈠ 諸 言
本 研 究 之 目 的 為 找 出 香 港 酒 店 業 現 有 之 管 理 信 息 傳 達
方 法 ， 並 對 發 展 電 腦 化 之 管 理 信 息 系 統 提 出 意 見 。 本 研 究
包 括 理 論 及 實 驗 分 析 兩 部 份 。 理 論 分 析 部 份 是 在 香 港 兩 所
大 學 之 圖 書 館 進 行 研 究 ， 而 實 驗 分 析 是 向 香 港 各 大 酒 店 進
行 個 人 訪 問 。
香 港 酒 店 業 在 近 十 多 年 來 發 展 迅 速 ， 所 以 對 管 理 信 息
之 需 求 劇 增 ， 因 此 在 酒 店 發 展 管 理 信 息 系 統 實 屬 必 要 。
㈡ 管 理 信 息 系 統 之 理 論 分 析
2在 未 對 管 理 信 息 系 統 作 出 定 義 之 前 ， 從 這 個 名 詞 之 組
合 就 可 以 知 道 裏 面 包 含 管 理 、 信 息 及 系 統 等 三 個 元 素 。 從
這 三 個 元 素 的 基 本 涵 義 就 可 以 知 道 管 理 信 息 系 統 的 概 括 意
義 。 管 理 信 息 系 統 可 以 稱 為 一 組 元 素 之 組 合 ， 其 作 用 是 幫
助 公 司 之 行 政 人 員 策 劃 、 執 行 和 控 制 公 司 業 務 。
管 理 信 息 系 統 之 特 性 包 括 下 列 各 項 ：
⒈ 着 重 管 理 ；
⒉ 以 經 理 級 人 員 為 中 心 ；
⒊ 將 所 有 公 司 的 部 門 包 括 在 內 ；
⒋
有 精 密 的 計 劃 ；
3⒌ 次 系 統 觀 念 ；
⒍ 中 央 資 料 基 礎 。
現 在 的 信 息 管 理 系 統 ， 通 常 都 和 電 腦 連 在 一 起 。 概 括
來 說 ， 管 理 信 息 系 統 是 將 目 前 電 腦 的 功 能 即 資 料 處 理 ， 加
以 擴 充 ， 以 提 供 信 息 予 管 理 階 層 。
一 個 管 理 信 息 系 統 通 常 包 括 ：
⒈
行 政 及 執 行 系 統 ， 處 理 公 司 一 切 日 常 工 作 ， 如 人 事
管 理 、 會 計 等 。
⒉ 管 理 報 告 系 統 ， 將 定 期 之 報 告 準 時 地 送 交 經 理 階 層
， 以 幫 助 他 們 管 理 公 司 之 業 務 。
4⒊
中 央 資 料 基 礎 ， 它 是 將 公 司 所 有 的 資 料 和 信 息 集 中
在 一 起 儲 藏 。
⒋ 信 息 提 取 系 統 ， 這 是 旧 於 诽 是 期 信 息 和 資 料 的 提 取
， 以 助 管 理 公 司 業 務 。
⒌ 資 料 管 理 系 統 ， 這 是 安 排 並 控 制 資 料 与 信 息 在 上 述
各 系 統 之 間 的 傳 達 。
雖 然 扎 有 被 訪 問 的 酒 店 經 理 都 承 認 管 理 信 息 之 重 要 性
， 但 令 人 驚 異 的 是 ， 目 前 香 港 所 有 的 酒 店 都 沒 有 正 式 的 管
理 信 息 系 統 。 現 行 的 方 法 是 每 一 部 門 收 集 和 儲 藏 有 關 的 資
料 和 信 息 。 當 總 經 理 或 其 他 高 級 人 員 對 信 息 有 所 需 要 的 時
5三 候 ， 就 直 接 向 有 関 部 門 索 取 。
酒 店 業 之 經 營 組 織 當 然 沒 有 既 存 計 劃 。 蓋 任 何 一 所 酒
店 的 計 劃 ， 都 受 到 若 干 因 素 的 影 响 而 形 成 ， 其 中 最 重 要 者
為 位 置 、 服 務 方 式 、 經 理 們 的 背 景 和 教 育 、 各 級 員 工 的 質
素 、 以 及 酒 店 所 有 權 之 種 類 等 。 不 論 酒 店 各 部 門 如 何 組 織
和 區 分 ， 其 基 本 織 掌 均 大 致 相 同 。 一 般 言 之 ， 酒 店 作 業 可
區 分 為 外 務 及 內 務 兩 大 部 門 。 目 者 包 括 客 房 部 和 餐 飲 部 ，
後 者 包 括 銷 售 部 、 工 務 部 、 人 事 部 和 會 計 等 部 門 。
客 房 部 主 要 包 括 櫃 台 和 房 務 管 理 。 櫃 台 為 酒 店 之 神 經
中 樞 和 接 觸 點 ， 負 責 旅 客 和 酒 店 間 的 連 絡 ， 其 處 理 的 信 息
6為 訂 房 控 制 紀 錄 及 旅 客 資 料 。 房 務 管 理 則 負 責 服 務 員 日 報
表 。
餐 飲 部 門 所 供 應 之 項 目 為 食 品 、 飲 料 和 服 務 三 者 ， 其
作 業 包 括 採 購 、 驗 收 、 備 餐 工 作 及 餐 飲 管 制 。 餐 飲 管 制 所
處 理 的 信 息 有 餐 飲 預 測 和 食 品 成 本 各 彙 整 。
會 計 部 門 處 理 酒 店 三 所 有 財 務 資 料 ， 其 重 要 項 目 為 收
入 、 支 出 和 薪 工 。 責 任 与 編 制 每 日 收 入 報 告 表 及 營 業 日 報
表 。 人 事 部 門 甚 主 要 處 理 職 員 的 所 有 資 料 ， 並 編 制 員 工 變
動 后 街 。 銷 售 部 門 的 職 責 為 ： 銷 售 計 劃 、 銷 售 預 算 ， 市 場
研 究 ， 廣 告 和 宣 傳 等 。
7㈢ 有 關 信 息 系 統 組 織 的 建 議
發 表 管 理 信 息 系 統 首 先 須 完 成 三 項 工 作 ：
⒈
分 析 每 一 管 理 階 層 對 信 息 的 需 求 ；
⒉
設 計 一 個 初 步 系 統 以 滿 足 上 述 的 需 求 ；
⒊ 訂 立 一 個 時 間 限 制 及 系 統 必 需 品 的 預 算 。
其 次 ， 須 將 對 信 息 的 需 求 分 成 兩 類 ， 以 方 便 設 計 信 息 系 統
及 找 出 那 一 些 信 息 系 統 須 首 先 設 立 。
對 信 息 的 需 求 可 分 為 作 業 需 求 和 部 門 需 求 兩 類 。 在 作
業 方 面 ， 有 優 先 權 的 是 執 行 信 息 ， 其 次 為 控 制 ， 最 後 為 策
劃 。 在 部 門 方 面 ， 有 優 先 權 的 是 會 計 、 客 房 和 餐 飲 ， 其 次
8為 人 事 和 銷 售 ， 最 後 為 工 務 。 基 本 的 信 息 系 統 為 ： 財 務 信
息 系 統 ， 客 房 信 息 系 統 ， 餐 飲 信 息 系 統 ， 銷 售 信 息 系 統 ，
以 及 和 事 信 息 系 統 。 當 一 切 就 緒 後 ， 即 須 將 信 息 系 統 納 入
酒 店 組 織 之 中 。 最 重 要 的 一 點 ， 是 管 理 信 息 系 統 一 定 要 獨
立 ， 不 受 其 他 部 門 的 管 轄 。
㈣ 結 論
酒 店 電 腦 化 對 酒 店 員 工 及 作 業 當 然 有 一 定 的 影 响 。 員
工 一 方 面 害 怕 失 業 ， 另 方 面 又 要 改 變 作 業 的 方 式 ， 所 以 當
一 所 酒 店 推 行 電 腦 化 的 時 候 ， 一 是 先 要 取 得 所 有 員 工 的 支
持 。 管 理 信 息 系 統 的 設 立 對 整 所 酒 店 有 一 定 的 益 處 ， 但 它
9不 可 以 一 成 變 。 當 一 個 管 理 信 息 系 統 成 立 後 ， 它 必 須 不
停 加 以 ， 藉 以 適 應 不 停 增 加 的 信 息 需 求 。


